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UNIT 1

COURSE OVERVIEW





	· Applicant Services Program Specialists provide disaster recovery applicants with a “face” that applicants identify with FEMA. These Specialists need to work in accordance with FEMA’s standard procedures to provide applicants with accurate information in a timely manner.  

· The confidentiality of information that was covered in the Introduction to Individual Assistance (IA) applies throughout this course. 

· The goal of this course is to provide Applicant Services Program Specialists who work in the Disaster Recovery Centers (DRCs) with information and procedures to enable them to guide applicants through the recovery process.

	· Your job is important to the applicants and their recovery. What we are providing is the process of the future of FEMA—to standardize and improve the delivery of help to disaster victims.
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Welcome

l

Introductions

l

Name

l

Home region

l

How long have you been with FEMA?

l

Have you worked in a DRC?

l

What are your expectations?




	WELCOME

Classroom Ground Rules

· Please turn your cell phones or pagers to “silent” and prepare to respond to calls on breaks.

· We will take breaks often enough to keep you comfortable. Please return promptly when we do take breaks.

· Take turns with table group leadership and reports.

· You may bring beverages back to the classroom with you.

· Issues to be clarified will be noted on the “Parking Lot.”


	Introduction of Participants

· State your name.

· Identify your home region.

· State how long you have been with FEMA.

· Tell us whether you have worked in a DRC.

· State what your expectations are from this course.
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Unit 1

—

Course Objectives

l

List the duties of the Disaster Recovery 

Center (DRC) positions.

l

Identify and describe briefly the other 

agencies that could provide services in 

the DRC.

l

Describe the standard operating 

procedures for the DRC.




	By the end of this course, participants will be able to:

· List the duties of the DRC positions

· Identify and describe briefly the other agencies that could provide services in the DRC

· Describe the standard operating procedures for the DRC
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IA Program Review




	Now that we have introduced this course and ourselves and reviewed IA programs, let’s move into the new material by defining the DRC and looking at its various functions.


This page intentionally left blank.

UNIT 2
THE DRC—DEFINITIONS AND DUTIES
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UNIT 2

THE DRC DEFINITIONS 

AND DUTIES




	This unit will present the operations in the DRC and duties of the Applicant Services Program Specialist in the DRC.

· What is it like to work in a Disaster Recovery Center?

· What are the jobs in a DRC?

· How are the jobs defined?
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Unit 2 Objectives

l

Define the 

functions

of 

the DRC

.

l

Describe the types of DRCs. 

l

Discuss roles and responsibilities of 

Applicant Services Program Specialist.

l

Describe duties of DRC positions.

l

Describe DRC work conditions.




	By the end of this unit, participants will be able to:

· Define the functions of the DRC

· Describe the types of DRCs

· Discuss roles and responsibilities of Applicant Services Program Specialist

· Describe duties of DRC positions

· Describe DRC work conditions
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Functions of the DRC

l

Registration with FEMA

l

Guidance on disaster recovery

l

Clarification of correspondence

l

Housing assistance and rental resource 

information
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Functions

of the DRC

l

Status of applications

l

Referrals

l

SBA workshop

l

Mitigation information

l

Problem resolution




	Disaster Recovery Centers are often described as “one-stop service centers” where area residents can meet face-to-face with representatives from FEMA and its public and private partners to receive personalized information about available disaster assistance.

Among the services that FEMA and its partners can provide at the DRC are: 

· Registration with FEMA by way of telephone or Web connection with the NPSC when the DRC has a phone bank and/or computers

· Guidance on the disaster recovery process

· Clarification of written correspondence from FEMA 

· Housing assistance and rental resource information

· Status of applications being processed by FEMA, SBA, and the State

· Referral information for other agencies

· SBA workshop

· Mitigation information

· Problem resolution and answers to questions
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Types of DRCs

l

Fixed facility

l

Mobile staff/fixed facility

l

Mobile staff/mobile facility




	There are three types of DRCs.

· Fixed Facility DRCs: This is a Federal, State, or local facility in an area of high impact. Other resources are used when such a facility is unavailable.

· Mobile staff using fixed facilities: DRC staff will travel for short-term visits to various locations where there are a low number of registrations or to accommodate individuals unable to travel. They may use fixed facilities, such as conference rooms in a public building. 

· Mobile staff in mobile facilities: DRC staff will travel to various locations using a mobile center, such as a recreational vehicle or tractor-trailer.
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Staffing in the DRC

An Applicant Services Program Specialist 

may be:

l

Local Hire

l

DAE 

l

Generalist

l

PFT

l

CORE



	An Applicant Services Program Specialist may be a: 

· Local Hire

· Disaster Assistance Employee (DAE)

· Generalist

· Permanent Full Time (PFT)

· Cadre of Response Employees (CORE)




	[image: image13.emf]Visual 12

DRC Positions



Applicant Services Program Specialist



Receptionist



Applicant Assistant



Team Lead



Exit Interviewer



DRC Manager




	You may be assigned to one of the several positions at the DRC:

· Applicant Services Program Specialist

· Receptionist

· Applicant Assistant

· Team Lead

· Exit Interviewer

· DRC Manager is the title for the person with overall responsibility in the DRC.
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Receptionist

l

Greet applicants.

l

Ask individuals to sign in.

l

Confirm registration information.

l

Direct individuals to appropriate stations. 

l

Identify visitors for Manager.




	The Receptionist duties:

· Greet applicants.

· Ask individuals to sign in.

· Start routing slip.

· Confirm registration.

· Direct individuals to appropriate stations.

· Identify visitors for DRC Manager.

· Notify Manager of any issues or concerns.
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Applicant Assistant

l

Interview applicant.

l

Brief applicant on process.

l

Route to appropriate agencies.

l

Help applicant with problems/issues.




	The Applicant Assistant function in the DRC is to provide program content information specific to the applicant. You are the person they rely upon for accurate, timely information. Try to develop a level of trust with the person while moving him or her through the process efficiently.


	The Applicant Assistant duties:

· Interview applicant.

· Brief applicant on process.

· Ensure that applicant visits appropriate agencies.

· Provide applicant with update of application.

· Help applicant with problems/issues.

· Keep your Lead current with potential issues and concerns.


	You have already taken the Web Applicant Inquiry (DF-116) course. As an overview, remember that documenting applicant information is vital to assistance processing. The comment tab in NEMIS is used to document processing decisions, or report information that is helpful to tracking casework. Within this tab, you have the option of creating:

· Contact—when an Applicant Services Program Specialist has direct contact with a registrant, co-registrant, or authorized person in a case

· Comment—when further explanation or additional information is needed for a case
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Team Lead

l

Support Applicant Services Program 

Specialists.

l

Conduct daily briefings.

l

Liaison with IHP staff.

l

Assist with applicants.

l

Request training.

l

Mentor staff.



	The Team Leader supervises and supports the Specialists in the DRC. Team Leader duties: 

· May conduct daily briefings with the DRC staff, notify them of any disaster-specific issues that have changed, or of anything that Lead anticipates will affect the work of the DRC that day.

· May have NEMIS rights to make changes in Applicant Information.

· May serve as the DRC’s liaison to the IHP staff in the JFO. One point of contact at the DRC eases coordination of communication.

· Assist with applicants as needed, giving rest breaks to Specialists and helping with applicants needing additional assistance.

· Provide Applicant Service training and requests additional training for DRC staff.

· Mentor and coach Applicant Services Program Specialist and provides constructive feedback personal development.
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Exit Interviewer

l

Collect routing slips. 

l

Confirm that applicant questions were 

answered.

l

Distribute brochures.

l

Complete daily summary sheet.



	The Exit Interviewer makes final contact with applicants leaving the DRC. Exit Interviewer duties:

· Collect routing slips.

· Confirm that applicant questions were answered.

· Distribute brochures.

· Determine applicant satisfaction trends.

· Complete daily summary sheet; may assist with reporting requirements.

· Perform other miscellaneous duties, as needed.
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Translator

l

May be needed in disaster communities

l

Stays with applicant through his/her 

route in the DRC




	Translators may be needed in some areas affected by disaster. Translators could be FEMA Applicant Services Program Specialists. They may be from the community, representatives from the American Red Cross, or volunteers with other agencies.


	When you have translators in the DRC, they are assigned to, and stay with, one applicant at a time as the applicant goes through the route recommended.

In this way the applicant feels comfortable, instead of changing from one translator to another.
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DRC Manager

l

Manage and coordinate DRC operations.

l

Supervise, train, and mentor staff. 

l

Coordinate administrative functions.

l

Arrange logistical support.

l

Assist with applicants.



	The DRC Manager works alongside a State DRC Manager, when provided, to maintain smooth day-to-day-operations at an individual DRC facility.

The DRC Manager duties: 

· Interact and coordinate with representatives of all the agencies in the DRC.

· Assist Lead in training, mentoring, and supervising DRC staff on the delivery of applicant services to ensure that current IA programs and policies are followed.  

· Coordinate the administrative functions in the DRC, including personnel records, payroll, and travel.

· Arrange for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies.

· Watch for the well-being of the DRC personnel, acquiring or providing the support they need to continue to work effectively.

	· Assist with applicants as needed, giving rest breaks to Specialists and helping with applicants who require additional assistance.

· Ensure that all DRC staff members are aware of the FCO Administrative Memo specifying appropriate attire, etc.

· May conduct daily briefings.
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Work Conditions in a DRC

l

Physical

l

Facility

l

Infrastructure

l

Space

l

Temperature

l

Work Conditions

l

Security

l

Noise

l

Hours

l

Commute



	DRCs are most likely to be located in a disaster-affected area, so be prepared for that type of environment.
The physical condition of facilities may vary from a building with all the amenities to a tent. 

· Telephones and phone banks vs. cell phones and intermittent service

· A large gymnasium vs. crowding table to table

· Extreme heat or cold

· Good lighting vs. poor lighting

Sometimes you may be requested to move tables and chairs or cart boxes and brochures. You also may face personal physical challenges. Your site may be clean and have regular services or you may be asked to perform janitorial duties.


	Your work conditions may include long hours, long commutes, variable housing quality, and limited availability of food and water.

There may be extreme noise, long lines of applicants, and various special needs.

Some places have high security, while others do not.
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Work Conditions in a DRC



Mental/Emotional



Applicant attitudes



Politics of the event



Language barriers




	You will deal with many emotional issues for yourself and with the applicants.  

You may encounter applicants who are in shock and grieving; some may be hostile and angry. Others may be extremely grateful for your help.

It may be only days since the event, with damaged infrastructure and limited amenities.



	You may hear about so many problems and disastrous situations that you are worn out by the impact of the event on others.

· Loss of family member(s)

· Separation of family

· Loss of job

· Loss of pet

· Home destroyed 

· Time it takes insurance to settle

	There may be services available, such as crisis counseling and EAP for staff.

Know now that you will have to deal with all this and more—you need to be flexible and adapt to the many situations you will find in the DRC environment.
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DRC Well-Being



Breaks



Water and snacks



Attire



Rest and relaxation



After-hours contact point



	During deployment, everyone has personal responsibility for his or her own health and safety. In addition, you should help one another; you are members of a team and should act like it.

Be sure that you remember:

· Take care of yourself first.

· Take ample breaks during the day to pace yourself and conserve your energy. Keep your stress under control.

· Drink water and eat healthy snacks, remembering NOT to eat in front of applicants.

· Wear comfortable attire that is appropriate for the weather and the locale. DO NOT wear expensive or excessive amounts of jewelry or heavy fragrances.

· Find ways to get adequate rest when off-duty. Sleep a healthy number of hours nightly and find relaxing and appropriate recreation.

· Have an after-hours contact point with someone on your DRC team. You need to know that your work partners are healthy and safe.

	Now that we have talked about the work responsibilities and assignments in the DRC, we will learn about the partner agencies that we have in the DRC.
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UNIT 3

DRC PARTNERS




	This unit will help identify the various partner agencies that may be present in the DRC. 
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Unit 3 Objectives

l

Identify agencies and organizations that 

may be present in the DRC.

l

Describe the primary services of the 

partners.




	By the end of this unit, participants will be able to:

· Identify agencies and organizations that may be present in the DRC

· Describe the primary services of the partners
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Partners

Some DRC Partners may include:

l

Other Federal agencies

l

State and Local agencies

l

Voluntary agencies




	· Voluntary Agencies

· Small Business Administration

· Crisis Counseling

· Tax Assistance

· Employment Services

· Farm Service Agency

· Insurance

· Young Lawyers Association

· Social Security Administration

· Department of Veterans Affairs

· Consumer Affairs

· Aging Services

· Mitigation



	These partners, and possibly local groups, could be in the DRC. The actual representation depends on the staffing availability of agencies.
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Partners Activity

1.

Do not open or look at strips.

2.

Instructor will indicate when to start.

3.

Match agency/organization strips with 

the service they provide. You have 28 

strips or 14 matches.

4.

When FINISHED, everyone in the 

group raises his/her hand.




	Let’s look more closely at the DRC procedures and walk through the work flow in a DRC.

List some of the new services you learned about:


This page intentionally left blank.

UNIT 4
DRC PROCEDURES

	 [image: image27.wmf]Visual 

26

UNIT 4

DRC PROCEDURES




	This unit will present the DRC procedures in detail and will also discuss our relationships within the DRC and to the JFO.
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Unit 4 Objectives

l

Demonstrate work flow in the DRC

l

Describe relationship of Joint Field Office 

(JFO) to the DRC

l

Discuss communication protocol




	By the end of this unit, participants will be able to:

· Demonstrate work flow in the DRC

· Describe the relationship of the Joint Field Office (JFO) to the DRC

· Discuss communication protocol within the DRC and between the DRC and the JFO
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Progression of Services

(A)

Reception

(D)

SBA

(E)

ONA/ 

State

(G)

Volunteer 

Groups

(C)

Applicant 

Services 

Program 

Specialist

(B)

Phone or

Computer 

Bank

(H)

Other 

Services

(F)

Mitigation

(I)

Exit 

Interview

(J)

Crisis 

Counseling




	(A) Reception Area

· Individuals are greeted as they enter the DRC.

· Registration status is determined. 

· If person is not registered, direct to phone or computer bank for Registration Intake.

· If person is registered, direct to an available Applicant Services Program Specialist.

· The applicant receives a routing slip.

· Applicants are directed to appropriate service in the DRC.

	(B) Phone and/or Computer Bank

· Registration Intake process is explained.

· Applicant may be introduced to intake staff.

· If Web-based registration is available, applicant is assisted in filing information. (One person assists for every 5 computer stations.)

	(C) Applicant Services Program Specialist

· Housing Assistance
· Interview is conducted and information verified.

· Applicant is provided with information on application timeline and status of assistance, and is provided with a response to his/her needs.

· Applicant is directed to appropriate referrals.

· Solutions are recommended to applicant’s concerns.

	(D) Small Business Administration

· Information is provided on loan program.

· Loan application is completed.


	(E) Other Needs Assistance

· Other needs are addressed based on disaster specifics.

	(F) Mitigation

· Advice is provided on preventing future losses. All first-time visitors should go to Mitigation for information.

	(G) Voluntary Organizations

· These may assist with emergency food, clothing, shelter, and medical assistance.

	(H) Other agencies as available and applicable

· Many additional services may be available in various disaster circumstances. Appropriate referrals for your particular situation may vary from one DRC to another.

	(I) Exit Interview

· Applicant is interviewed and it is confirmed that all his/her concerns have been addressed.

· Informational brochures are distributed to the applicant from additional agencies that may not be physically present in the DRC.

· Routing slips are collected.

· Any trends are noted.

	(J) Crisis Counseling

· This is available for applicants at any time when they are visiting DRC.

	(K) Reporting 

· Data collection is performed.


	
	REFERENCES

· DRC Reception Log

· Telephone Registration at the Disaster Recovery Center

· Disaster Recovery Center Routing Slip

· FEMA Individual & Household Program Update

· FEMA Contact Sheet

· Request to Stop Payment and Reissue Housing Assistance Check

· Illegible Receipt Verification Form

· Authorization for Release of Information

· Special Needs Intake Form

· ROI Letter

· Disaster Recovery Center Summary Sheet

· Disaster Recover Center Daily Report
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[image: image35.emf]April2005 DRC A-16 Registration # _____________________ Request toStop Paym ent and Reissue Housing Assistance Check Ifyou want FEMA to stop paym entofthe check,please fillin the linesbelow. Reissuance ofa checkm ay take up to six weeks. I _______________________________________, request a stop payment and reissue of m y FEMA Housing Assistance check in the am ount of $_____________. Due to circum stances beyondm y control, I am not ableto locate and cash this check. ________________________________________ _________________________ Signature Date My currentm ailing address is: _____________________________________________________ _____________________________________________________ _____________________________________________________ _____________________________________________________ Phone # _______________________



This page intentionally left blank.

[image: image36.emf]April2005 DRC A-20 ILLEGIBLE RECEIPT VE RIFICATION FORM DR#__________ REG#___________ Last Na m e_______________ Verified By: _____________________ Date: ___________________ Title: ____ _______________________ Location:________________ Region #________ Type of receipt: Merchan t_______Hotel/Motel_____Other_________________ Date of Purchase: _________________________________________________ Place of Purchase (St ore, Individual, Etc.)______________________________ Address ________________________________________________________ Phone # ________________________________________________________ Store I. D. #______________________________________________________ Invoice # ________________________________________________________ Item (s) Purchased_________________________________________________ Purchase Price(s)_________________________________________________ Method of Pay m ent   C ash______ Credit______ Original receipts attached:   Yes_____        *No   ______ **If No please explain why**
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Written Release of Information - Do not put on FEMA Letterhead

SAMPLE -- WRITTEN CONSENT 


I, [First and Last Name of Person Giving Consent], born on [Date of Birth of Person Giving Consent] residing at [Damaged Dwelling Address of Person Giving Consent], hereby consent to disclosure of the information collected by FEMA under my Application Number [FEMA Application Number of Person Giving Consent] to the organizations and/or individuals listed below. 

I specifically consent to have the following information disclosed to them: 

[Be very specific about what you want to have released; include statement such as 
My entire case files, including inspection report, amount of assistance, etc; 
My current contact information (name, address, phone number, e‐mail address, and FEMA 

application number;] 
The above information may be disclosed to the following organizations and/or individuals: 

1. ____________________________________________ 

2. ____________________________________________ 

[(Optional) Additionally, I consent to have the above named organizations and/or individuals speak on my behalf and represent me before FEMA]. 

[(Optional) Additionally, I consent to disclosure of my information to any other organization that is a member in good standing of either the National Voluntary Organizations Active in Disasters (NVOAD) or that is participating in a FEMA or State recognized Long Term Recovery Committee (LTRC) for [the FEMA Disaster Number for the applicant’s registration].] 

This consent is made pursuant to and consistent with 28 U.S.C. §1746. I declare, under penalty of perjury, that the foregoing is true and correct. 

____________________________________________ 

(Signature of Applicant Providing Consent and Date)
This page intentionally left blank.
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Relationship

DRC Coordinator

DRC Applicant Services 

Program Specialist

Logistics

Safety/Security

Community Relations

Voluntary Agencies 

Liaison

Equal Rights Officer

Travel Manager

Administration

DRC Manager

DRC Team Leader



	DRC Coordinator

· Shares pertinent JFO and employee information for dissemination to DRC Staff

Manager

· Reports personnel/staffing issues, statistics on DRC activity, and other situations to DRC Coordinator in daily reports and conferences

· May coordinate with Logistics regarding accountable property, requests for DRCs (computers, cell phones), information technology (software, user rights, technical support), furnishings, supplies, and courier services

· May contact Safety and Security on DRC setup, workplace safety issues, and daily DRC site security. Gathers information on local area safety regarding accommodations, neighborhoods, and travel routes; may include contact with local law enforcement

· May provide information to Community Relations (CR) identifying special groups, opportunities to distribute FEMA information, and undetected areas. In turn, CR gathers information for the DRC concerning area-specific and potential applicant issues

	Applicant Services Lead

· May communicate with applicant services counterparts in the JFO on complex cases and applicant issues beyond the scope of the DRC

· May contact VOLAG/Special Needs regarding cases of special-needs households that require additional assistance.


	All Staff

· May communicate with Equal Rights Officer (ERO), Travel, and Admin at the JFO on personal issues as appropriate
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Case Studies

1.

Read assigned cases.

2.

Determine actions you would take as 

Applicant Services Program Specialist.

3.

Identify use of forms appropriate to 

each case.

4.

Report results to class.



	Now that we have examined the duties of the DRC positions, the partners that may be present in the DRC, and the work flow in the DRC, let’s review what we covered today and resolve any outstanding issues you might have. 


UNIT 5
COURSE conclusion
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UNIT 5

COURSE CONCLUSION




	· Now is the opportunity prior to the Knowledge Check to clarify any issues on your mind.
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Course Objectives

l

List the duties of the DRC positions

l

Identify and describe briefly the other 

agencies that could provide services in 

the DRC

l

Describe the standard operating 

procedures for the DRC




	Review the course objectives.

· List the duties of the DRC positions.

· Identify and describe briefly the other agencies that could provide services in the DRC.

· Describe the standard operating procedures for the DRC.
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Knowledge Check
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Evaluations and Closing



	Thank you!


[image: image46.jpg]DFTO COURSE EVALUATION FORM

Please take a moment to complete the following items. Your input may help to improve
future training sessions. Thank you!

Name of Course Date of Course

Name of Instructor Disaster Number

1. After completing this course, | am better prepared to do my work
O STRONGLY AGREE O AGReE O DISAGREE O STRONGLY DISAGREE
Comments:
2. The instructor was knowledgeable and well-prepared
O STRONGLY AGREE O AGReE O DISAGREE O STRONGLY DISAGREE
Comments:
3. The instructor provided time for questions and review and encouraged group participation
O STRONGLY AGREE O AGReE O DISAGREE O STRONGLY DISAGREE
Comments:

4. The instructor related the material to disaster work and used FEMA-related examples.

O STRONGLY AGREE O Acree O DISAGREE O STRONGLY DISAGREE
Comments:
5. The most effective part of this course was:

6. The least effective part of this course was:
7. Please add specific comments on how this course could be improved

8. Overall, how would you rate this course?

O EXCELLENT O VeRYGooD O Goop O ADEQUATE O Poor













